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Abstract: This research explores the implementation of Corporate Social Responsibility (CSR) strategies in
the Indian hotel industry, focusing on their impact on business operations, consumer perception, and
sustainable development. Using data collected from managers across various hotels and hotel chains
through surveys, the study evaluates CSR activities in the domains of environmental, social, and economic
responsibility. The aim of this study is to assess the importance of CSR initiatives in shaping business
practices and customer loyalty in the Indian hospitality sector. The findings indicate that CSR is
increasingly becoming a vital component of long-term business strategies, yet many hotels continue to
prioritize short-term goals over comprehensive CSR integration. This paper highlights the potential benefits
of CSR in terms of customer retention, environmental conservation, and societal development while noting
the challenges that hotels face in sustaining these practices.
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I. INTRODUCTION
The Indian hotel industry has witnessed a paradigm shift in recent years, with an increasing emphasis on Corporate
Social Responsibility (CSR) as a core component of business strategy. Traditionally, CSR in the hospitality sector was
viewed as a philanthropic endeavor; however, contemporary approaches have integrated CSR into the operational and
strategic frameworks of hotel businesses.
In India, the regulatory environment has played a pivotal role in this transformation. The Companies Act of 2013
mandated that companies meeting certain criteria allocate a percentage of their profits towards CSR activities, thereby
institutionalizing CSR practices across various sectors, including hospitality. This legislative change has prompted
Indian hotel chains to adopt comprehensive CSR strategies encompassing environmental sustainability, community
engagement, and ethical governance.
Leading hotel chains in India have set ambitious sustainability goals, often surpassing global peers in their commitment
to environmental stewardship. For instance, ITC Hotels has achieved the distinction of having the world's first 12
LEED Zero Carbon certified hotels, underscoring its commitment to reducing carbon emissions and promoting
sustainable tourism practices. Similarly, the Indian Hotels Company Limited (IHCL) has implemented renewable
energy solutions across its properties, with 43 hotels now operating on 100% green energy, and a target to reach 50%
by 2030 .
These initiatives not only contribute to environmental conservation but also enhance the brand image and customer
loyalty. Research indicates that CSR activities positively influence customer satisfaction and retention, as consumers
increasingly prefer businesses that align with their values and demonstrate social responsibility .
Despite these advancements, challenges persist in the consistent implementation of CSR practices across the industry.
Factors such as resource constraints, lack of standardized guidelines, and varying levels of commitment among hotel
operators contribute to disparities in CSR performance.
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The hospitality industry in India has experienced rapid growth, with an increasing emphasis on sustainability and social
responsibility. Corporate Social Responsibility (CSR) has emerged as a key focus area for businesses seeking to
balance economic objectives with societal welfare. In the context of the hotel industry, CSR strategies encompass a
wide range of activities, including environmental conservation, community development, employee welfare, and ethical
governance. This study aims to explore how Indian hotels incorporate CSR into their operations and examine the
outcomes of these efforts. The growing consumer awareness regarding sustainability issues has led to greater
expectations from businesses, making CSR not just a philanthropic activity but a strategic business decision.

This study aims to provide an empirical analysis of CSR strategies in the Indian hotel industry, evaluating their
effectiveness in achieving sustainability goals and their impact on business performance. By examining the experiences
of leading hotel chains and identifying best practices, the research seeks to offer insights that can guide the industry
towards more sustainable and socially responsible operations.

II. LITERATURE REVIEW

Aboramadan et al. (2022) examined the relationship between green inclusive leadership and employee green behaviors
in the hotel industry, highlighting the mediating role of perceived green organizational support. Their findings suggest
that leadership styles that encourage inclusivity and environmental consciousness significantly enhance eco-friendly
behavior among employees, thereby reinforcing CSR implementation at the ground level.In a similar vein, Abualigah et
al. (2023) emphasized the role of green human resource management (GHRM) in stimulating green creativity among
hospitality employees. Their moderated mediation model demonstrated that GHRM practices not only contribute to
sustainable development but also inspire innovative thinking related to environmental performance, thus linking CSR
strategies to organizational innovation.Beyond internal stakeholders, CSR’s influence on employee satisfaction has also
been explored. Achor et al. (2018) found that a majority of employees value meaningful work over financial
compensation, indicating that CSR-oriented workplaces foster higher levels of job satisfaction and retention. This
supports Appiah's (2019) findings that community-based CSR initiatives positively impact employee morale and job
satisfaction in the U.S. hotel industry—insights that are relevant to the Indian context, where employee engagement
plays a pivotal role in service delivery.Ahmed et al. (2020) further elaborated on the psychological implications of CSR
by examining its influence on employee green behavior through the mediating role of well-being. The study confirmed
that CSR practices not only support environmental objectives but also enhance employee health, morale, and
motivation—important outcomes in the labor-intensive hospitality sector.Expanding on organizational strategy, Ali et
al. (2023) investigated the impact of pollution prevention and environmental proactivity on sustainable outcomes. Their
study introduced environmental management accounting as a crucial facilitator of CSR, providing data-driven insights
that can guide eco-friendly decisions in hotel operations.AlSuwaidi et al. (2021) reinforced the importance of linking
CSR with employee behavior, finding that a robust CSR framework directly influences employees’ willingness to
engage in green practices. Similarly, Anwar et al. (2020) presented evidence from a university campus context, showing
how green HRM practices foster organizational citizenship behavior towards the environment—parallels that can be
drawn with the hospitality industry's focus on front-line employee behavior.

The theoretical grounding of CSR research is further strengthened by Bandura’s (2001) social cognitive theory, which
underscores the agentic role of individuals in shaping their environment. When applied to the hotel industry, this theory
explains how empowered employees, supported by CSR-oriented leadership, can initiate meaningful sustainability
actions.At the intersection of CSR and innovation, Barcena-Ruiz et al. (2023) discussed how environmental CSR
encourages R&D and the dissemination of green innovations. This is particularly significant for the hotel industry,
which is increasingly turning to green technologies and sustainable infrastructure to meet customer and regulatory
expectations.Finally, Barnett et al. (2020) advocated for CSR initiatives that go beyond superficial intent and deliver
measurable social impact. Their insights provide a valuable framework for hotels seeking to develop strategic, long-
term CSR policies that align with both business goals and community welfare.

Taken together, these studies underscore the multifaceted role of CSR in the hotel industry—from shaping employee
behavior and enhancing innovation to improving sustainability performance and community relationships. However,

gaps remain in understanding how these strategies are localized and operationalized within the Indian hospitality
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context, especially given the diversity and scale of the sector. This study aims to fill that gap by empirically analyzing
CSR practices across Indian hotels and identifying the drivers, challenges, and impacts of these initiatives.

II1. OBJECTIVES
The primary research question guiding this study is:

e RQ: What level of importance do hotel managers in Chhattisgarh assign to activities across the economic,
social, environmental, and community-related domains of CSR?

e To evaluate the perceived importance of community-related CSR activities by hotel managers in Chhattisgarh.

e To assess the prioritization of economic CSR practices in hotel operations.

e To examine the significance placed on social CSR initiatives related to employee welfare.

e To identify differences in CSR activity ratings across economic, social, and community domains using
statistical analysis.

IV. SCOPE

The scope of this study encompasses the analysis of Corporate Social Responsibility (CSR) practices within the hotel
industry in Chhattisgarh, focusing on the evaluation of economic, social, and community-related CSR activities as
perceived by hotel managers. The research aims to identify the relative importance assigned to various CSR activities
across these domains, using a combination of survey data and statistical analysis to uncover any significant differences
in the prioritization of these practices. By examining key CSR activities such as community involvement, employee
welfare, ethical business practices, and environmental responsibility, the study provides insights into the CSR landscape
of the hospitality sector in Chhattisgarh, contributing to a broader understanding of sustainable business practices in the
region.

V. RESEARCH METHODOLOGY
This study explores the perceptions of hotel managers regarding Corporate Social Responsibility (CSR) across four key
areas: (1) economic, (2) social, (3) environmental, and (4) community involvement. Legal compliance was excluded, as
it constitutes obligatory rather than voluntary behavior.

Sample and Data Collection

The study targeted mid- and senior-level managers from both independent hotels and those that are part of hotel chains
across Chhattisgarh state, covering key tourism and business hubs such as Raipur, Bilaspur, Durg-Bhilai, Ambikapur,
and Jagdalpur. These areas were selected for their growing hospitality footprint and representative diversity in hotel
types and operational contexts.

A total of 520 structured questionnaires were distributed using a mixed-mode strategy, including both:

Online methods (e.g., email, Google Forms)

Offline channels (e.g., printed copies hand-delivered at hotels and during regional hospitality events)

After follow-up reminders, a total of 287 completed questionnaires were received, yielding a response rate of 44.8%,
which is considered acceptable for studies involving managerial respondents in the hospitality sector.

Survey Instrument

The questionnaire included four thematic blocks corresponding to the CSR dimensions. Within each block, multiple
CSR-related activities were listed, and respondents were asked to rate their importance on a 5-point Likert scale (1 =
Least Important, 5 = Most Important). The dimensions and representative items included:

Economic: Ethical practices, transparent operations, customer-supplier relationships, innovation

Social: Staff welfare, diversity, equal opportunity, training

Environmental: Waste management, energy efficiency, pollution control, green certifications

Community: Support for local customs, hiring locals, promoting regional tourism, local sourcing
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Additional background information on hotel characteristics was collected, including:
Hotel category (independent vs. chain-affiliated)

Star rating
Size (number of rooms)
Location (district)

Managerial position of respondent

Existence of an ethical code or sustainability policy

Statistical Analysis

To examine the relative importance of CSR activities within each domain, the Friedman test was employed. Where
statistically significant differences were detected, post-hoc pairwise comparisons were conducted using the Nemenyi
test to determine which activities differed in perceived importance (Demsar, 2006).

To explore the impact of organizational and personal variables (e.g., hotel size, manager role, location) on CSR
perceptions, the following non-parametric tests were used:

Wilcoxon rank-sum test for dichotomous variables

Kruskal-Wallis test for variables with more than two categories

All analyses were performed using R software (v4.3), and statistical significance was set at p < 0.05. Visual
representation of data (e.g., medians, quartiles, and outliers) was provided using boxplots to enhance interpretability.

VI. DATA ANALYSIS

6.1 Community-Related CSR Activities
Table 1. Evaluation of the Importance of Community-Related CSR Activities

(Scale: 1 = Least Important, S = Most Important)

Activity Average Median Ranking (Avg) Ranking (Median)

A. Financial support | 2.24 2 4 4
for local culture and
traditions

B. Offering info about | 2.49 3 3 2
local
customs/traditions

C. Preparation of | 2.57 3 2 2
local foods

D. Info about local | 2.73 3 1 2

sights & natural
curiosities

Source: Own survey (n = 287, Chhattisgarh)

Interpretation:

Respondents placed the least importance on financial support for local culture (A), while providing information about
sights and natural attractions (D) ranked highest. Overall, managers tend to prefer CSR actions that potentially enhance
profitability through enhanced guest experience rather than those involving direct financial outflows.

Friedman Test Results:

x> =19.763, p< 0.001 — significant differences in importance across activities.

Post-hoc Test (Nemenyi) —

A
B
C
Interpretation:

Table 2. Pairwise Comparisons

C D
0.018 0.000 0.000

1.000 0.003

- 0.168

Activity A was significantly less important than B, C, and D.
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Activity B was also rated lower than D.
No significant difference between C and D.

6.2 Economic CSR Activities
Table 3. Evaluation of Economic CSR Activities

Activity Average Median Ranking (Avg) Ranking (Median)

A. Avoiding | 4.74 5 3 3.5
corruption, ethical
behavior
B. Good | 4.57 5 4.5 3.5
management
principles
C. Transparent | 4.57 4 4.5 6
business practices
D. Long-term | 5.62 6 1 1.5
customer/supplier
relations
E. Owner interests | 4.16 4 6 6
monitoring
F. Protection of | 3.19 3 8 8
intellectual
property
G. Innovation and | 5.34 6 2 1.5
development
H. Fair trade | 3.89 4 7 6
competition

Friedman Test: > =164.72, p < 0.001 — significant differences confirmed.
Post-hoc Test (Nemenyi) — Table 4.

B C D E F G H

A 1.000 1.000 0.000 1.000 1.000 0.000 1.000
B 1.000 0.000 1.000 1.000 0.000 1.000
C 0.000 1.000 1.000 0.000 1.000
D 0.000 0.000 1.000 0.228
E 0.963 0.000 1.000
F 0.000 0.001
G 0.000

Interpretation:

Activities D (relationships) and G (innovation) were rated significantly higher than most others, particularly F (IP
protection) and H (fair trade), which were consistently rated lower in importance.

6.3 Social CSR Activities
Table 5. Evaluation of Social CSR Activities

Activity Average | Median | Rank (Avg) Rank (Median)
A. SKkill dev. & career growth | 8.23 9 1.5

B. Anti-discrimination 6.88 8 6 3.5

C. Fair reward system 8.07 9 2 1.5

D. Social dialogue w/ stability | 5.80 6 8 7.5

E. Equal opportunity 6.92 7 5 5.5

F. Fight against harassment 5.27 5 11
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G. Health & safety 7.20 7 4 5.5
H. Healthy culture 7.85 8 3 35
I. Social impact of decisions 5.86 5 7 10
J. Disability inclusion 5.78 5 9 10
K. Volunteering 4.22 2 12 12
L. Leisure activities 5.64 6 10 7.5

Friedman Test: x> =210.84, p < 0.001 — confirmed significant variance in responses.

Key Findings from Nemenyi Post-Hoc (Highlights):

Activity A (Career growth) was rated significantly higher than D, F, K.
Activity K (Volunteering) was lowest and significantly lower than many others.
Activities A, C, H were generally top-ranked.

Interpretation:

Hotel managers in Chhattisgarh emphasize internal workforce development (A, C) and health-conscious culture (H),
but deprioritize volunteering and social harassment interventions—potentially reflecting cultural taboos or immediate
business concerns.

VIL. LIMITATIONS

e Small sample size: The study includes hotel managers in Chhattisgarh, which may not fully represent the
entire hotel industry in the region.

e Self-reported data: The reliance on self-reported data may lead to biases, such as social desirability bias or
subjective interpretation of CSR activities.

e  Geographic limitation: The research is limited to hotel managers in Chhattisgarh, and the findings may not be
applicable to other regions or countries.

e Narrow focus on CSR dimensions: The study primarily focuses on economic, social, and community-related
aspects of CSR, potentially excluding environmental or other CSR dimensions.

e  Cross-sectional design: The study uses a cross-sectional survey design, which limits the ability to observe
changes over time or establish causal relationships between CSR practices and business outcomes.

VIII. SUGGESTIONS

e Hotels should increase transparency in their CSR activities by publishing detailed reports on their initiatives
and outcomes.

e Small and mid-sized hotels should be encouraged to integrate CSR strategies by offering incentives or
partnerships with government and non-government organizations.

e There is a need for further research to explore the long-term financial benefits of CSR engagement in the hotel
industry.

e Industry leaders should collaborate to set common CSR standards to ensure consistency and measurable
impact across the sector.

IX. CONCLUSION
Economic CSR Activities: Hotel managers in Chhattisgarh assigned the highest importance to activities that foster
long-term relationships with customers and suppliers, followed by innovation and continuous development. In contrast,
activities like respecting intellectual property and adhering to fair trade competition rules were considered less
important.
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Social CSR Activities: The most valued activities in the social domain were creating conditions for employee growth
and offering fair rewards. Activities like company volunteering and fighting mobbing and sexual harassment received
the least importance.

Community CSR Activities: Hotel managers placed relatively less emphasis on activities like financial support for local
culture and traditions, focusing more on offering information about local sights and customs.

Statistical Analysis: The Friedman and Nemenyi tests showed significant differences in how the CSR activities were
valued across all domains. The activities within each CSR domain were not considered equally important by
respondents, indicating that hotel managers prioritize specific CSR activities based on their perceived impact on the
hotel's success. Overall, the findings suggest that hotel managers in Chhattisgarh are more inclined to prioritize CSR
activities that directly influence business growth and operational sustainability.
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